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ABSTRACT 
The s t u d y l o o k s i n t o t h e a f t e r s a l e s s e r v i c e o f f e r e d 
by EON t o t h e P r o t o n owner s . S t a t i s t i c s from MMTA 
shows t h a t t h e s a l e s of P ro ton Saga i n c r e a s e s 
y e a r l y and a s a r e s u l t , i t has c a p t u r e d h a l f of 
p a s s e n g e r c a r market f o r 1600 c c . T h i s i s due t o 
t h e p r i c e which i s low and i t s i d e n t i t y a s a Nat iona 
Car . 
The s tudy a l s o l o o k s i n t o t h e network of EON branche 
d e a l e r s , s e r v i c e c e n t r e s , p a r t o u t l e t s and a u t h o r i s e 
s e r v i c e c e n t r e s so a s p a r t s o u t l e t s . 
For t h e s e r v i c e c e n t r e s , t h e s tudy w i l l l o o k s i n t o 
t h e per fo rmance of1 EON's s e r v i c e c e n t r e s and t h e 
compar i son w i t h o t h e r s e r v i c e c e n t r e s 
Spare p a r t ' s market in Malays ia w i l l a l s o be t a k e n 
i n t o c o n s i d e r a t i o n by d e f i n i n g t h e t h e t y p e s of 
s p a r e p a r t s i n t h e market and i t s c u s t o m e r . 
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1 Tntroduction. 
The consumer today is more discerning - and in Tiaking 
a decision to purchase any product be it cars, 
electrical or electronic goods - he looks not just 
for a brand name but more importantly the quality of 
after sales service. 
Many a product claiming to have the latest technological 
innovation has met with a lost in the marketplace 
because of the manufacturer's or the distributor's 
inability to ensure an effective after sales service. 
In the automobile market, two important questions 
generally asked by the potential car buyer are : 
Will he be able to get his car attended by 
professionally trained mechanic in the event of a 
breakdown and will replacement parts be readily 
available. 
^daran Otomobil Nasional Sendir ian Berhad ( EON ) , 
as the so le d i s t r i b u t o r of Proton Saga in Malaysia, 
in order to ensure t h a t every Proton Saga owner a r e 
given a t t e n t i o n a f t e r buying the c a r , h a s e s t a b l i s h e d 
a comprehensive network se rv ice cen t re throughout 
Malaysia. 
